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Disclaimer

The information in this presentation is confidential and proprietary to SAP and may not be disclosed without the permission of SAP. 

Except for your obligation to protect confidential information, this presentation is not subject to your license agreement or any other service 

or subscription agreement with SAP. SAP has no obligation to pursue any course of business outlined in this presentation or any related 

document, or to develop or release any functionality mentioned therein.

This presentation, or any related document and SAP's strategy and possible future developments, products and or platforms directions and 

functionality are all subject to change and may be changed by SAP at any time for any reason without notice. The information in this 

presentation is not a commitment, promise or legal obligation to deliver any material, code or functionality.  This presentation is provided 

without a warranty of any kind, either express or implied, including but not limited to, the implied warranties of merchantability, fitness for a 

particular purpose, or non-infringement. This presentation is for informational purposes and may not be incorporated into a contract. SAP 

assumes no responsibility for errors or omissions in this presentation, except if such damages were caused by SAP’s intentional or gross 

negligence.

All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ materially from 

expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, which speak only as of their dates, 

and they should not be relied upon in making purchasing decisions.
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Key Outcomes/Objectives

1. How to redefine Customer Experience with SAP C/4HANA and Qualtrics

2. Customer Experience specific use cases that can be implemented today

3. Roadmap of what to expect and how to get involved
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François Genon-Catalot
SAP Customer Experience Sr Director Product Management

Program Lead SAP C/4HANA & Qualtrics

About the speaker
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The tooth fairy knows my wish…
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If the tooth fairy can‘t guess my wish, it might be better to draw it…
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How was your meal?

What are your real wishes?

What could be improved?



8PUBLIC© 2019 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

What customers really feel:
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How do you capture this variety?
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X
Experience Data

O
Operational Data
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Insights gained from 

operational metrics

Hear directly from 

your customers from 

multiple sources

Find operational root 

causes
Define the experience 

gap

Act OX
Transform your business 

from reactive to 

proactive

Delight customers by 

predicting their needs

Experience Management with SAP and Qualtrics
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Experience Management Customer Journey

PropensityO

X Convenience

RevenueO

X Effort

ConsumptionO

X Satisfaction

ResolutionO

X Frustration

StatusO

X Advocacy

Email

Mobile App Website
In-Store

Store Pickup

Call Center
Returns

Social Media

Promoter

RepurchaseSupportUsePurchaseAwareness

Social Media

Detractor
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▪SAP Customer Experience and Qualtrics: Connected Today 

▪Integration Roadmap

▪Q&A

Agenda
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SAP and Qualtrics at the beginning of the 

Experience Management journey
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Experience Management: SAP C/4HANA & Qualtrics 

You can already implement today X+O Use Cases
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Experience feedback

throughout a 

customer's brand 

journey with Qualtrics 

and SAP Customer 

Data Cloud 

Enrich the customer 

profile with Qualtrics 

and SAP Marketing 

Cloud

Experience Data 

Collection with 

Qualtrics and SAP 

Commerce Cloud

Quotation Experience 

with Qualtrics, SAP 

Sales Cloud SFA & 

CPQ and SAP 

Commerce Cloud

Customer Satisfaction 

Improvement with 

Qualtrics and SAP 

Service Cloud 

Integrate Qualtrics and SAP 

C/4HANA with SAP Cloud 

Platform Integration Services 

or with the SAP Cloud 

Platform Extension Factory 

preview connector

SAP C/4HANA and Qualtrics | Connected today along the value chain

https://developers.gigya.com/display/GD/Qualtrics
https://blogs.sap.com/2019/04/23/1905-qualtrics-survey-data-integration-with-sap-marketing-cloud-using-sap-cloud-platform-integration/
https://sap.github.io/cloud-commerce-spartacus-storefront-docs/qualtrics-integration/
https://api.sap.com/package/SAPQualtricsDigitalCXIntegrationwithSAPC4HANA?section=Artifacts
https://blogs.sap.com/2019/08/22/integrate-qualtrics-and-sap-service-cloud-in-five-steps/
https://storage.googleapis.com/faros-stage-base-xf-bundles/installation/qualtrics.html


19PUBLIC© 2019 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

Lead-to-Cash with Qualtrics | Improved B2B Quotation Experience

Listen, understand and act 

to improve the B2B 

quotation experience
More information here

Gather in-the-moment and 

non-intrusive feedback 

along the customer journey

Identify areas of 

improvement based on 

customer feedback

Act across the whole process, 

including SAP Sales Cloud 

and SAP Commerce Cloud

https://api.sap.com/package/SAPQualtricsDigitalCXIntegrationwithSAPC4HANA?section=Overview
https://help.sap.com/viewer/50c996852b32456c96d3161a95544cdb/1905/en-US/8a849c5254db460e8eea4d7b9af39bff.html
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Lead-to-Cash with Qualtrics | Improved B2B Quotation Experience
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SAP Commerce Cloud and Qualtrics | Collection of experience data via Spartacus

Improve the Online 

Experience with the 

Spartacus Front-End
More information here

Increase conversion and 

adoption while reducing 

abandonment

Deliver targeted promotions 

& content

Analyze your experience 

feedback and drive actions 

from the insights you gained

https://sap.github.io/cloud-commerce-spartacus-storefront-docs/qualtrics-integration/
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SAP Marketing Cloud and Qualtrics | Closed loop Customer Experience 

Qualtrics

Insights to Action

SAP 

Marketing 

Cloud

Segmentation

Marketing 

Analytics

Enrich the customer profile in real 

time with questions and answers

Trigger campaigns based on any 

customer feedback, like sales 

outreach if customer at risk

Get feedback at key engagement 

points along the customer journey

Understand what drives B2B 

customers’ decisions by analyzing

the accounts’ NPS evolution

Marketing 

Automation

https://api.sap.com/package/QualtricsIntegrationwithSAPMarketingCloud?section=Artifacts
https://help.sap.com/viewer/ac1eab4c66bc490da7ac2c378c46b0e7/1911.500/en-US/b8e2015a1d1e4b0099b83c40df7e1d47.html
https://help.sap.com/viewer/ac1eab4c66bc490da7ac2c378c46b0e7/1911.500/en-US/3627258a1b264ac8b3a751ae8c2a79bd.html
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SAP C/4HANA and Qualtrics | Move from worst to first in CX with X and O Data

Case Study: Global Logistics Company

Business Challenge

Losing market share to competitors and disruptors

Underperforming customer satisfaction, margin and churn

Project Overview

Use Experience and Operational Data to design experiences 

to combat churn globally with b2b freight customers

Leverage SAP Sales Cloud SFA and SAP Marketing Cloud 

with Qualtrics CX

Value delivered

Increased satisfaction (NPS) by over 10%

Improved quote sales close rates by 33%
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SAP C/4HANA and Qualtrics | Personalized online & contact center experience

Case Study: Global Telecom Company

Business Challenge

Significant churn

Below average call center experience

Project Overview

Utilize X Data combined with O Data & analytics to provide 

“personalized” online and contact center experiences 

Leverage SAP Service Cloud with Qualtrics CX

Value delivered

10x cross-sell improvement

6x churn reductions

Improved subscription saves
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▪SAP Customer Experience and Qualtrics: Connected Today 

▪Integration Roadmap

▪Q&A

Agenda
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The Journey Towards Adding Empathy to the Intelligent Enterprise

SAPPHIRE NOW

• Low-Code Integration between X+O-Data 
Systems in CX delivered through rich API-
endpoints, achieve parity with competition

• Deliver 9 Integrations for SAP C/4HANA of 
X+O Data Systems in CX and make them 
available after SAPPHIRE: 
SAP Service Cloud, SAP Commerce Cloud, 
SAP Marketing Cloud, SAP Sales Cloud and 
SAP Customer Data Cloud

• 1st SAP C/4HANA Marketing Cloud & 
Qualtrics integration available as SAPs first 
integration w/ QualtricsAcquisition Close

• X-data resides in Qualtrics Systems

• O-data resides in SAP Systems

We’re Here Today

End of 2019 & Beyond

• Live Listen-Understand-Act Paradigm across 
X+O Product Lines for CX

• Deep SAP C/4HANA & Qualtrics Integration 
to provide rich insights driven by combining 
the WHY & the WHAT

• Harmonization of Data Layers to store X+O 
Data across Systems 

• Multitude of Live Customers & References

https://api.sap.com/package/QualtricsIntegrationwithSAPMarketingCloud?section=Artifacts
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Roadmap Highlights

SAP C/4HANA and Qualtrics

SAP C/4HANA and Qualtrics

• B2B Quotation Experience with Qualtrics, with SAP 

Commerce Cloud, SAP Sales Cloud SFA and SAP 

Sales Cloud CPQ

SAP Commerce Cloud and Qualtrics

• Qualtrics for B2C/B2B Accelerators

• Spartacus library for Qualtrics survey integration

SAP Service Cloud and Qualtrics

• Qualtrics CX integration: post-ticket feedback

SAP Marketing Cloud and Qualtrics

• Account based reports for X+O data

SCP Extension Factory and Qualtrics

• Preview connector with Qualtrics

SAP Customer Data Cloud and Qualtrics

• Qualtrics XM Directory Integration for 

sharing first party, consent driven data into 

your XM campaigns

SAP Commerce Cloud and Qualtrics

• Qualtrics PX integration: user feedback 

SAP Service Cloud and Qualtrics

• Qualtrics PX integration: Technician 

feedback for Field Service Management

SAP C/4HANA and Qualtrics

• Qualtrics widgets across SAP C/4HANA

• SAP Analytics Cloud stories across SAP C/4HANA

• Connectors on the Qualtrics Actions Platform

• Feedback object

SAP Service Cloud and Qualtrics

• Qualtrics CX integration: closed-loop feedback 

SAP Marketing Cloud and Qualtrics

• Enrich contact with Qualtrics XM directory 

• Qualtrics TextIQ sentiments and trending topics

SAP Sales Cloud 

• Web-to-lead

SCP Extension Factory and Qualtrics

• Prebuilt application integration for Qualtrics

Recent Innovations Planned Innovations Future innovations
Q4 2019 Q1 2020 2020 & Beyond

CURRENT PLANNING

SUBJECT TO CHANGE
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B2B Account Based 

Reports with Qualtrics and 

SAP Marketing Cloud

Q4 2019

Experience Data 

Collection with 

Qualtrics and SAP 

Commerce Cloud

Q4 2019

Quotation 

Experience 

with Qualtrics

Q4 2019

Post Ticket Feedback

with Qualtrics and SAP 

Service Cloud 

Q4 2019

Integrate first party customer 

data, preferences and 

consent with Qualtrics XM 

Directory and SAP Customer 

Data Cloud

Q1 2020

SAP C/4HANA and Qualtrics | Roadmap along the value chain

CURRENT PLANNING

SUBJECT TO CHANGE

https://help.sap.com/viewer/ac1eab4c66bc490da7ac2c378c46b0e7/1911.500/en-US/3627258a1b264ac8b3a751ae8c2a79bd.html
https://help.sap.com/viewer/ac1eab4c66bc490da7ac2c378c46b0e7/1911.500/en-US/b8e2015a1d1e4b0099b83c40df7e1d47.html
https://sap.github.io/cloud-commerce-spartacus-storefront-docs/qualtrics-integration/
https://api.sap.com/package/SAPQualtricsDigitalCXIntegrationwithSAPC4HANA?section=Artifacts


Roadmap 1911
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SAP Service Cloud and Qualtrics | Post Ticket Feedback

Service Experience 

Improvement with 

Customer Feedback

Get 360° view of your  

customer with Experience 

and Operational Data

Act to win positive customer 

perception when low scores 

trigger alerts

Get feedback across all 

channels: email, mobile app, 

SMS, online or chatbots
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SAP Service Cloud and Qualtrics | Post Ticket Feedback
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SAP Marketing Cloud and Qualtrics | B2B Account Based Reports

Net Promoter Score 

Analysis per Account
More information here and there

Analyze ABM programs 

based on X-data 

from Qualtrics using NPS

Identify detractors and 

promoters per account or 

industry

Understand customers with a 

high risk for churn and take 

counter-action

https://help.sap.com/viewer/ac1eab4c66bc490da7ac2c378c46b0e7/1911.500/en-US/3627258a1b264ac8b3a751ae8c2a79bd.html
https://help.sap.com/viewer/ac1eab4c66bc490da7ac2c378c46b0e7/1911.500/en-US/b8e2015a1d1e4b0099b83c40df7e1d47.html
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SAP Marketing Cloud and Qualtrics | Account Based Reports



Roadmap 2002 and beyond
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SAP C/4HANA and Qualtrics | Simplify On-boarding Experience

CURRENT PLANNING

SUBJECT TO CHANGE

Connect Qualtrics to SAP 

C/4HANA solutions in a few 

clicks in the Qualtrics UI

Use the Qualtrics Actions 

framework to send 

Feedback Response when 

certain conditions are met

Use the standard 

configuration to avoid 

manual errors in setup

Easily integrate 

SAP C/4HANA within the 

Qualtrics Actions Platform



36PUBLIC© 2019 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

SAP Customer Data Cloud and Qualtrics | Synchronize user profiles

CURRENT PLANNING

SUBJECT TO CHANGE

Improve experience 

management campaign 

performance with first party 

customer data, preferences 

and consent

Leverage trusted profiles 

from SAP Customer Data 

Cloud to power personalized 

XM campaigns

Feed self-service customer 

data changes into Qualtrics 

XM Directory

Build a globally compliant 

customer data strategy across 

the entire digital journey
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SAP Marketing Cloud and Qualtrics | Enrich customer profile

CURRENT PLANNING

SUBJECT TO CHANGE

Build rich customer profiles 

and segments with Qualtrics 

XM Directory

Fill profile gaps, increase 

profile accuracy and 

completeness

Keep customer profile up to 

date, accurate and accessible

Enrich customer profile 

progressively with first-

party data from Qualtrics 

XM Directory
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SAP Commerce Cloud and Qualtrics | User feedback

CURRENT PLANNING

SUBJECT TO CHANGE

Share your customer or 

partner feedback with the 

product team as an SAP 

Commerce Cloud Portal user

Give improvement ideas to 

influence the roadmap, in 

order to make your life easier

Discover the power of 

Qualtrics PX when used by 

SAP to improve its products

Enable SAP Commerce

Cloud Portal users to give 

feedback, to improve the 

SAP product experience
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SAP Service Cloud and Qualtrics | Field service engineer feedback

CURRENT PLANNING

SUBJECT TO CHANGE

Discover the power of 

Qualtrics PX when used by 

SAP to improve its products

Enable field service 

engineers to give feedback 

on the mobile app, to improve 

the SAP product experience

Share your feedback with 

the product team as an 

SAP Service Cloud Field 

Service Technician

Send areas of improvement, 

so that SAP closes product

gaps to give you more value
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▪SAP Customer Experience and Qualtrics: Connected Today 

▪Integration Roadmap

▪Q&A

Agenda
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How to get involved?

Experience Management Use Cases

Customer, prospect or partner, get in touch with our product teams to share which use cases would 

bring you the most value, combining SAP C/4HANA and Qualtrics

Let’s shape our Experience Management vision together!

SAP C/4HANA



Contact information:

François Genon-Catalot

SAP Customer Experience Sr Director Product Management

Program Lead SAP C/4HANA & Qualtrics

Email: francois.genon-catalot@sap.com

Linkedin: https://www.linkedin.com/in/fgenon

Twitter: @FranGenon

Xing: https://www.xing.com/profile/Francois_GENONCATALOT

Thank you.

mailto:francois.genon-catalot@sap.com
https://www.linkedin.com/in/fgenon/
https://twitter.com/FranGenon
https://www.xing.com/profile/Francois_GENONCATALOT
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Follow us
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https://www.linkedin.com/company/sap
https://www.youtube.com/user/SAP
https://twitter.com/sap
https://www.facebook.com/SAP
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Product Area Product Integration1

1 SAP Customer Data Cloud 

& Qualtrics XM Directory

Use Case: Synchronize user profiles (including consent information and channel preference) between SAP CDC and 

Qualtrics XM Directory at launch and when updates happen

Planned availability: Q1/2020

Integration Interface: ETL or API (TBC)

2 SAP Commerce Cloud 

& Qualtrics CX

Planned use Case: Allow for collection of Qualtrics experience data via new SAP Commerce Cloud “Spartacus” front-end

Planned availability: Q4/2019 (released)

Integration Interface: Spartacus

3 SCP Extension Factory (XF)

& Qualtrics

Use Case: Industrialize connectivity between XF and Qualtrics to enable SAP C/4HANA solutions and the ecosystem to 

integrate seamlessly with Qualtrics using XF, this will provide a framework to integrate Experience Management 

capabilities into C/4 Apps (Through as-is Qualtrics API), respond to Qualtrics Events / Webhooks and custom Actions 

(additional Functionality) on XF in a seamless fashion

Planned availability: TBC

Integration Interface: API, Webhook & Actions

4 Lead-to-Cash

& Qualtrics CX

Use Case: Lead-to-Cash and Qualtrics for B2C/B2B Accelerators (released for Commerce and the iFlow)

Planned availability: Q4/2019 (released)

Integration Interface: App/Website Feedback intercept, Cloud Platform Integration (CPI) and Actions

5 SAP Service Cloud 

& Qualtrics CX

Use Case: Closed Loop Feedback after Service Interaction

- Trigger & Execute Survey (Feedback Collection) & Mapping Feedback/Responses to Customer 360

Planned availability: Release 1911 (Beta)

Integration Interface: API

6 SAP Marketing Cloud 

& Qualtrics CX

Use Case: Account based reports for X+O data

Planned availability: Release 1911

Integration Interface: Cloud Platform Integration (CPI) web service request call to Qualtrics

7 SAP Sales Cloud 

& Qualtrics CX

Use Case: Sales Force Automation (C4C) Web-to-Lead connection

Planned availability: TBC

Integration Interface: API

1 Planned use cases, availability and integration type may be changed by SAP at any time and without notice

CURRENT PLANNING

SUBJECT TO CHANGE

SAP C/4HANA and Qualtrics | Product Integration Roadmap

https://help.sap.com/viewer/50c996852b32456c96d3161a95544cdb/1905/en-US/8a849c5254db460e8eea4d7b9af39bff.html
https://api.sap.com/package/SAPQualtricsDigitalCXIntegrationwithSAPC4HANA?section=Overview
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Business View and Benefits 

SAP Customer Profile | Qualtrics XM Directory Integration

Leverage the first party, 

consent driven, trusted profiles 

from the SAP Customer Data 

Cloud to power more 

personalized and optimised 

XM campaigns.

Feed self-service customer 

data changes into the 

Qualtrics XM Directory as data 

is collected and updated.

Power customer experience 

engagements from the rich 

insights of experience data in 

real time.

Improve experience management 

campaign performance with first 

party customer data, preferences 

and consent

Build a globally compliant 

customer data strategy across 

the entire digital journey.

eXperience Data

Operational Data

CURRENT PLANNING

SUBJECT TO CHANGE
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SAP Customer Profile | Qualtrics XM Directory Integration

SAP 

Marketing 

Cloud

SAP 

Commerce 

Cloud

SAP 

Customer 

Data Cloud 

(Gigya)

SAP Sales 

Cloud

SAP 

Service 

Cloud

XM Directory

ETL Webhook/API

Short term point-to-point CX integrations

V1 Integration

V2 Integration

SAP 

Marketing 

Cloud

SAP 

Commerce 

Cloud

SAP 

Customer 

Data Cloud 

(Gigya)

SAP Sales 

Cloud

SAP 

Service 

Cloud

XM Directory

Mid term strategic CX integrations

C/4HANA Customer Master

API

Value

• Data Privacy features

• Leverage the first party, 

consent driven, trusted profiles 

• Power more personalized 

customer experience

Value

• Single implementation point to 

SAP customer

• Gradual customer deployments

• Connected to the backoffice

S/4 & ERP

CURRENT PLANNING

SUBJECT TO CHANGE
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SAP Marketing Cloud and Qualtrics

▪ Qualtrics has a number of capabilities that are directly relevant to the Marketing line of business, 

e.g. for market research or to better understand the impact of the brand

▪ More importantly Qualtrics can supercharge the Marketing Cloud with the best customer data: 

their voice, at scale

Voice of the 

customer

Segmentation

SAP Marketing 

Cloud

Automation

SAP Marketing 

Cloud
Trigger activity based on any 

customer answer e.g. sales 

outreach if customer at risk

Add a step to a customer 

journey to solicit feedback 

based on any condition

Enrich customer profile in real 

time: every question becomes an 

attribute, every answer a value

CURRENT PLANNING

SUBJECT TO CHANGE
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Business View and Benefits 

SAP Marketing Cloud and Qualtrics | Account Based Reports

Make the experience 

dimension measurable! Success of 

ABM programs based on X-data 

from Qualtrics using NPS.

Understand experience by accounts or 

industry (Detractor Count, Passive 

Count, Promoters Count)

Deliver out of box SAP Analytics Cloud 

story, with sample data

Net Promoter Score Analysis 
per Account 

CURRENT PLANNING

SUBJECT TO CHANGE
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Key Capabilities

SAP Marketing Cloud and Qualtrics | Account Based Reports

Identify customers with a high risk for 

churn, understand the drivers of churn, 

and take counter-action.

Understand what drives decisions within 

B2B customer accounts by analyzing 

the NPS feedback between the lines 

across multiple feedback interactions 

and multiple contacts within an account.

Counteract better and earlier increasing 

overall customer retention rates.

CURRENT PLANNING

SUBJECT TO CHANGE
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SAP Service Cloud and Qualtrics | Roadmap

SAP Service 

Cloud
Ticket is Closed

Workflow Rule 

Executed

Trigger Survey  
Send E-Mail to 

Contacts

Collect  

Feedback

Map Feedback 

to Customer 360

CURRENT PLANNING

SUBJECT TO CHANGE
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Business View and Benefits 

SAP Service Cloud and Qualtrics | Customer Service Integration 

Qualtrics Integration: 
Post-ticket survey

Automatically request 

feedback on the quality of 

service once a ticket is closed

Support and account 

managers are alerted to any 

low scores to quickly recover a 

positive customer perception

Overall results and KPIs are 

used to drive ongoing 

improvements and proactive 

outreach to customers when 

issues are uncovered

Improved ability to deliver 

effortless service experience, 

increased customer 

satisfaction and customer 

retention

CURRENT PLANNING

SUBJECT TO CHANGE
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Key Capabilities

XM platform collects 

feedback and data 

across customer, 

employee, product and 

brand

Integrate customer data 

for 360 view, customer 

journey, AI/ML to 

manage complete 

customer experience

Leverage analytics to 

determine if CX targets 

are met and explore 

root cause of possible 

issues; determine work 

quality and job 

satisfaction

Omnichannel survey 

distribution: Feedback 

via email, mobile, SMS, 

online, and offline

Reports and 

dashboards to deliver 

insights to managers 

and leaders with access 

to role-based, real-time, 

dynamic dashboards

CURRENT PLANNING

SUBJECT TO CHANGE

SAP Service Cloud and Qualtrics | Customer Service Integration
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Business View and Benefits 

SAP Service Cloud and Qualtrics | Field Service Integration 

Qualtrics Integration: 
Post-service call survey

Provides immediate feedback 

about how people perceive a 

company’s products and 

services – as well as employee 

and customer satisfaction

Reduced field service FTE 

costs and improved ability to 

meet customer expectations

Improved ability to deliver 

effortless service experience 

and increased customer 

satisfaction

Improved repair response time 

and first time fix rate

CURRENT PLANNING

SUBJECT TO CHANGE
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Key Capabilities

SAP Service Cloud and Qualtrics | Field Service Integration

XM platform collects 

feedback and data 

across customer, 

employee, product, 

brand, and service.

Integrate customer data 

for 360 view, customer 

journey, and AI/ML to 

manage complete 

customer experience.

Leverage analytics to 

determine if CX targets 

are met and explore 

root cause of possible 

issues; determine work 

quality and job 

satisfaction

Omnichannel survey 

distribution: feedback 

via email, mobile, SMS, 

online, and offline

Reports and 

dashboards to deliver 

insights to managers 

and leaders with access 

to role-based, real-time, 

dynamic dashboards.

CURRENT PLANNING

SUBJECT TO CHANGE
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Product

Delivery

Returns
Product Management

Customer Service

Individual 

remediation

Product detail changed

Product ranking changed

Supply chain updated

Experience 

measurement

SAP Commerce Cloud and Qualtrics | How to deliver closed loop XM in commerce
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SAP Commerce Cloud and Qualtrics | Integration with Spartacus

Establish connectivity 

between your Spartacus 

frontend with your 

Qualtrics CX project

Design your experience 

feedback project, creative 

and intercept in your 

Qualtrics CX instance

Define triggers to launch 

experience feedback 

intercepts for website 

feedback-, abandoned 

cart-, post checkout 

surveys or many other 

custom interactions.

Analyze your experience 

feedback in Qualtrics  

dashboards, correlate it 

with operational data and 

drive actions from the 

insights you gained.

Establish listening posts on your Spartacus powered SAP Commerce Cloud site that enables 

you to capture precious experience feedback from your customers. Use this data in Qualtrics 

CX to analyze customer satisfaction and experience quality and drive actions.

Required solutions: SAP Commerce Cloud with Spartacus frontend and SAP Qualtrics CX
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▪ Enabled with Spartacus Release 1.3

▪ Documentation here: 
https://sap.github.io/cloud-
commerce-spartacus-storefront-
docs/qualtrics-integration

▪ Allows use of Qualtrics services in 

combination with SAP Commerce Cloud 

Spartacus Single Page Application (SPA) 

to define when and what to display to 

visitors of that site

SAP Commerce Cloud and Qualtrics | Integration with Spartacus

https://sap.github.io/cloud-commerce-spartacus-storefront-docs/qualtrics-integration


59PUBLIC© 2019 SAP SE or an SAP affiliate company. All rights reserved.  ǀ

Request quote Add comments

Submit quote

Add discount Accepts and checkout

Completes order

Send feedback survey

Collects feedback

Email

Notification

Analysis

Reports 

SAP Sales Cloud CPQ

Analyse feedback

SAP Sales Cloud 

Sales Force Automation (C4C)

Notification

SAP Commerce CloudSAP Sales Cloud CPQSAP Commerce Cloud

SAP Commerce Cloud

Lead-to-Cash and Qualtrics | B2B Quotation Experience
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Cloud Platform Integration

Supports simple business process integrations to 

SAP and non-SAP systems

▪ Persona: Integration experts using low-code iFlow modeling tools 

▪ More than 1000+ prepackaged business integrations for all C4HANA 

products, as well as other SAP solutions including non-SAP integrations

▪ Supports enterprise integration patterns with a low-code visual editor to 

develop iFlows (integration flows with mapping, routing and 

transformations)

▪ Typical Use cases:

➢ Mapping of data structures from sender to receiver

➢ Routing of messages​

➢ Connectivity through various protocols (FTP, RFC)​

➢ Integration with 3rd party (180+ Open Connectors)

Extension Factory (XF)

Supports easy business extensions to C4 and 

other LOB applications 

▪ Persona: Developer, using language of choice (e.g. JS)

▪ Leverages event-driven pattern to trigger extension business 

logic in serverless functions

▪ Provides business events out-of-the-box 

▪ Typical Use cases: 

A business event is used to trigger functions to do

➢ Aggregations

➢ Validations

➢ Customer-specific or industry-specific business logic 

Integration with Qualtrics | SCP Extension Factory vs SCP Integration Services
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Place Order

Order Created 

event

SAP Commerce Cloud SAP Cloud Platform 

Extension Factory

Trigger Survey

Get response 

details

Send survey link 

as slack 

message with 

discount coupon
Complete the 

survey to be 

eligible for the 

discount coupon

SAP Cloud Platform 

Extension Factory

Survey 

response event

SAP Commerce Cloud

Add customer to 

the discount 

campaign

Get info

Check the NPS score and create 

a service ticket if it’s below the 

threshold 

SAP Service Cloud

Automatically 

apply the 

discount on next 

purchase

Scenario: Improve customer retention and loyalty

SCP Extension Factory and Qualtrics | Prototype today
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Commerce Cloud Extension Factory / Kyma 

Runtime

Events

Omni Commerce Connect 

(OCC) APIs

λ Function

• Read Order Details

• Create Personalized 

Survey Link

• Send Survey Link

API

Event

Order  

Created
• Create Transaction 

Batch 

• Create Mailing List 

• Create Transaction & 

Contact 

• Create Distribution & 

Link

CURRENT PLANNING

SUBJECT TO CHANGE

Demo Scenario – Send out survey

SCP Extension Factory and Qualtrics | Prototype today
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Extension Factory / Kyma 

Runtime

Events

REST API

λ Function

• Read Survey 

Response

• Create Campaign 

Membership 

• Send Communication

API

Event

Survey

Response 

Completed

Commerce Cloud

OData API

CURRENT PLANNING

SUBJECT TO CHANGE

Demo Scenario – Provide Benefit

SCP Extension Factory and Qualtrics | Prototype today
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Extension Factory / Kyma 

Runtime

Events

REST API

λ Function

• Read Survey 

Response

• Check if Net Promoter 

Score is below 

Threshold

• Create Ticket

API

Event

Survey

Response 

Completed

Cloud for Customer (C4C)

OData API

CURRENT PLANNING

SUBJECT TO CHANGE

Demo Scenario – Mitigate Bad Feedback

SCP Extension Factory and Qualtrics | Prototype today


